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▼ Introduction 


ALBERTA 

TOURISM 

EDUCATION 

COUNCIL 

In  Alberta,  tourism  is  big  business.  Alberta’s  tourism/hospitality  industry  pres- 
ently creates  an  estimated  100,000  full-time,  part-time  and  seasonal  jobs.  By  the 
year  2000,  tourism  has  the  potential  to  provide  220,000  jobs  for  Albertans. 

This  tremendous  growth  potential  represents  both  an  opportunity  and  a challenge. 

The  Alberta  Tourism  Education  Council  is  responding  to  that  challenge.  We  are 
working  to  put  together  a comprehensive  network  of  education  and  training  pro- 
grams. We  want  to  help  those  people  who  are  currently  working  in  tourism  to 
expand  their  skills  and  move  ahead  in  the  industry.  We  also  want  to  attract  ener- 
getic and  talented  individuals  to  the  many  exciting  and  rewarding  career  opportuni- 
ties in  tourism. 

One  of  the  important  initiatives  we  have  undertaken  is  the  development  of  individ- 
ual certification  standards  for  a wide  range  of  tourism  occupations.  This  province- 
wide system  of  certification  is  a major  advance  for  Alberta’s  tourism/hospitality 
industry.  It  provides  a special  opportunity  for  us  to  work  with  our  partners  in  edu- 
cation, government  and  industry,  while  certification  itself  provides  individuals  with 
the  opportunity  to  demonstrate  their  skills,  challenge  an  examination  and  receive  an 
industry  recognized  certificate  from  the  Alberta  Tourism  Education  Council. 

Certification  will  enable  employees  and  employers  to  further  their  career  develop- 
ment goals.  Certification  will  also  lead  to  an  enhanced  image  of  the  career  opportu- 
nities available  within  the  tourism/hospitality  industry. 

If  you  would  like  more  information  on  how  you  can  benefit  from  these  certification 
standards,  please  call  or  write: 

Alberta  Tourism  Education  Council 
1700  Standard  Life  Centre 
10405  Jasper  Avenue 
Edmonton,  Alberta 
T5J  3N4 

Phone:  (403)  422-0781 
Fax:  (403)  422-3430 
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▼ Standards 


▼ What  Are  They? 

Standards  are  those  points  of  reference  from 
which  measurements  may  be  made.  We  often 
hear  the  question  - “Does  this  person  meet  the 
industry  standard?”  Yet  in  many  instances,  we 
haven’t  exactly  defined  what  “industry  standard” 
means  to  the  different  people  who  work  in  the 
four  major  sectors  of  the  Tourism  Industry. 
Clearly,  many  very  different  perceptions  of 
“industry  standards”  exist. 

The  mandate  of  the  Training  and  Certification 
Committee  of  the  Alberta  Tourism  Education 
Council  is  to  bring  together  industry  representa- 
tives, educators,  government,  and  all  stakeholders 
to  help  define  these  industry  standards.  The 
challenge  this  task  presents  is  immense  but  what  it 
represents  is  an  exciting  step  toward  the  pooling 
of  resources  by  all  levels  of  the  Tourism  Industry. 

▼ Why  Do  We  Want  To 
Define  Standards? 

For  too  long,  people  working  within  the  Tourism 
Industry  have  been  labelled  as  unskilled  workers. 
The  stereotype  is  far  from  the  truth. 

The  time  has  come  to  generate  greater  public 
awareness  of  the  variety  and  complexity  of 
tourism  occupations.  As  a major  step  in  develop- 
ing this  new  awareness,  the  Accreditation  Pro- 
gram of  The  Alberta  Tourism  Education  Council 
will  provide  opportunities  for  those  within  the 
Industry  to  earn  official  credit  for  their  educa- 
tional and/or  work  experience. 

By  defining  standards  we  help  to  increase  aware- 
ness of  the  competencies  required  for  each  occu- 
pation involved  and  describe  all  the  skills,  knowl- 
edge-levels and  attitudes  required  of  professional 
members  of  the  world’s  fastest  growing  industry. 


^ Who  will  Benefit  from 
Standards  and  How? 

In  the  long  run,  everyone  benefits  from  the 
defining,  implementing  and  monitoring  of  per- 
formance in  relation  to  predetermined  industry 
standards.  By  maintaining  or  raising  standards, 
local  and  visiting  consumers  benefit  as  well  as 
those  professionals  who  meet  or  exceed  the 
standards.  Some  of  the  specific  groups  who  can 
benefit  from  the  development  of  standards  are: 

Employers/Owners 

▼ Standards  help  to  define  areas  where  their 
employees  must  be  proficient.  This  helps 
with  recruiting,  training  and  development  of 
staff  members. 

▼ Used  as  a checklist,  standards  help  to  ensure 
that  all  areas  of  the  business  which  are 
employee-driven  are  being  satisfied. 

^ As  a basis  for  developing  programs  which 
lead  to  certification,  standards  provide 
employers  with  a more  highly-trained  work 
force. 

Occupational  Professionals 

(those  already  working  within  Industry) 

▼ Standards  help  to  identify  career  paths. 

▼ Occupational  Professionals  benefit  through 
an  enhanced  public  image. 

▼ Standards  provide  the  basis  for  challenge, 
self  improvement  and  advancement. 

▼ Standards  supply  a framework  for  certifica- 
tion. Credit  is  earned  on  the  basis  of 
experiential  and  educational  credibility. 
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▼ With  expectations  more  clearly  defined, 
standards  help  to  provide  higher  and  more 
measurable  levels  of  performance  leading  to 
an  enhanced  individual  self-concept. 

Students 

▼ Are  assisted  in  visualizing  all  career  options 
in  the  Tourism  Sector,  leading  to  informed 
decisions  regarding  career  paths  in  Tourism. 

▼ The  Tourism  Industry  is  promoted  as  a 
viable  and  fulfilling  career  choice. 

Educators 

▼ Standards  provide  the  basis  for  the  curricu- 
lum and  program  development  necessary  for 
cerification  from  the  Alberta  Tourism 
Education  Council. 

▼ Awareness  of  the  complexity  of  occupations 
within  the  Tourism/Hospitality  Industry  is 
enhanced  through  establishing  standards. 

▼ Existing  and  future  Occupational  Profes- 
sionals are  provided  with  frameworks  for 
enlightened  and  practical  training  programs. 

▼ Educational  expertise  is  channelled  to  the 
areas  of  industry  where  it  is  needed  and 
applicable. 

▼ Where  Do  We  Go 
From  Here? 

The  Alberta  Tourism  Education  Council  has  a 
mandate  to  facilitate  the  development  of  Stan- 
dards and  Certification  for  all  occupational  areas 
of:  i)  Food/Beverage  and  Accommodation 
Sectors  ii)  Tour  and  Travel  iii)  Attractions 
iv)  Ski  Resorts. 

The  Standards  presented  in  this  booklet  are  for  the 
occupational  area  of  Food  and  Beverage  Server. 
Additional  standards  are  being  developed  and 
validated  on  an  ongoing  basis  by  Industry  for 
every  occupation  in  the  Food/Beverage  and 
Accommodation  area. 

Soon,  individuals  from  all  sectors  will  be  able  to 
use  the  standards  as  a measure  of  performance  in 
their  chosen  occupation. 


▼ How  Do  You  Read  Or 
Understand  The  In- 
formation Contained 
In  This  Booklet? 

It’s  actually  very  simple  in  that: 

Major  skills  - 

represent  the  general  area  where  the  occupa- 
tional professional  demonstrates  competence. 

Enabling  Skills  - 

are  the  many  individual  competencies  which 
make  up  the  general  area  of  competence. 

Core  Skills  - 

are  transferable  to  the  entire  industry,  and  are 
not  limited  to  one  specific  occupation. 

Specific  Skills  - 

apply  specifically  to  a stated  occupation. 

Knowledge  Tasks  - 

comprise  what  an  individual  has  to  know  to 
perform  their  job. 

Performance  Tasks  - 

are  processes  that  the  Occupational  Profes- 
sional has  to  carry  out. 

Attitudinal  Tasks  - 

represent  a positive  way  of  thinking  and  ap- 
proaching the  tasks  at  hand. 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ 

▼ ▼ ▼ ▼ ▼ 

Explain 

House 

Policy  & 
Regulations 

1 . Demonstrate 
General 

Policy 

Knowledge 

Core 

Specific 

Explain  apparel  policy 

Explain  grooming  policy 

Explain  cash/floats  policy 

Explain  selling  techniques 

Explain  complaints  policy 

Explain  coffee  break  policy 

Explain  pay  period  policy 

Explain  scheduling  policy 

Explain  meal  allowance 
policy 

Explain  accident  policy 

Explain  lost  and  found  policy 

Explain  portion  control  policy 

Explain  food  substitution 
policy 

Explain  off-duty  visiting 
policy 

Explain  breakage  policy 

Explain  dry  cleaning  (for 
guests)  policy 

Explain  special  duties  policy 

Explain  staff  parcel  check  out 
policy 

Explain  “socializing”  policy 

Explain  personal  telephone 
calls  policy 

Explain  tipping  policy 

Explain  charge  back  policy 

Explain  smoking  policy 

"ip  p?  "Tp  igf 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ \y  — ▼ 


2.  Identify 
Employer 
Responsibili- 
ties 

Core 

Explain  problem  solving 

Explain  policy  changes 

Explain  provincial  labour 
standards  and  Human  Rights 
Codes 

Explain  staff  payment 
procedures 

Explain  equitable  treatment 
of  staff 

Explain  sexual  discrimination 

Explain  staff  termination 
processes 

Explain  promptness 

3.  Create  Good 
First 

Impressions 

Core 

Specific 

Demonstrate  personal  hygiene 

Dress  in  accordance  with 

House  policy 

Demonstrate  greeting  guests 

Demonstrate  courtesy  in  work 
place 

Demonstrate  interest  in  guests 

Maintain  establishment 
cleanliness 

Maintain  good  posture 

Maintain  clean,  set  tables 

Demonstrate  confident, 
controlled  and  relaxed 

manner 

Promote  ambience  consistent 
with  management’s  wishes 

Treat  people  equally 

4.  Maintain 
Professional 
Attitude 

Core 

Explain  common  sense, 
problem-solving  in  difficult 
situations 

Explain  variety  of  contextual 
situations  for  providing 
service 

Demonstrate  core/mainte- 
nance of  equipment 

Demonstrate  role  model 
behavior 

Delegate  responsibility 

Be  punctual 

Be  willing  to  learn 

Be  cooperative 

Exhibit  pride  in  your  work 

Willingness/ability  to  follow 
instructions 

Be  friendly  and  cheerful 

Demonstrate  loyalty  to 
employer 

Be  willing  to  use  “slack 
periods”  effectively 

Be  honest 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ 

▼ 

▼ 

▼z 

r 

y~ — 

Demonstrate  open  minded- 
ness 

Maintain  sense  of  humour 

Foster  mutual  respect 

Act  confidently 

Motivate  self 

Be  empathetic 

Leave  emotions  behind 

Demonstrate  sincere 
enthusiasm 


5.  Cooperate 
With  All 
Staff 


Core 


Explain  roles/responsibilities 
of  organization  members 


Share  in  workload  (work  as 
team) 

Speak/print  clearly 

Use  approved  abbreviations 

Demonstrate  House  standards 


Be  empathetic  toward 
colleagues 

Demonstrate  cheerful  attitude 

Practice  patience  and 
empathy 

Control  temper 

Work  calmly 

Respect  chain  of  command 
Comply  with  House  policies 
Accept  constructive  criticism 


Specific 


Demonstrate  ordering 
techniques 

Replace  shared  equipment 


6.  Respond  to 
Special  Needs 
of  Guests 


Core 


Explain  food  product 
knowledge  applied  to 
allergies,  etc. 


Specific 


Explain  various  religious 
observations 


Apply  communication  skills 

Listen  interactively 

Check  reservations  prior  to 
shift 


Speak  directly  to  guest 

Demonstrate  sensitivity  to 
guest  comfort  and  safety 

Read  menus  to  the  blind 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ T ▼ 


Indicate  table  setting  to  the 
blind 

Assist  otherwise  only  if  asked 

Demonstrate  tact  with 
disabled  individuals 

Demonstrate  understanding 
of  the  needs  of  children 

Supply  appropriate  utensils 

Demonstrate  child  manage- 
ment 

Speak  directly  to  children 

Observe  wishes  of  parent(s) 

Assist  elderly  with  coats  and 
parcels 

Speak  clearly  to  elderly 

Demonstrate  awareness  of 
the  special  needs  of  the 
elderly 

Assist  elderly  with  ordering 

Demonstrate  knowledge  of 
handling  guest  checks 

7.  Deal  with 
Difficult  and 
Unusual 
Situations 

Core 

Use  consulting  skills 

Consult  with  management 

Use  conflict  resolution  skills 

Demonstrate  common  sense 

Incorporate  House  policy 

Comply  with  government 
regulations 

Demonstrate  objective 
reporting  to  management 

Control  guests  where 
necessary 

Demonstrate  effective 
handling  of  complaints 

Remain  calm 

Maintain  professionalism 

Demonstrate  tact 

Apply  diplomacy 

Accommodate  without 
admitting  guilt 

Remain  non-judgmental 

II. 

Maintain 
Sanitation 
and  Safety 
Procedures 

1 . Explain  Food 
Poisoning/ 
Storage 

Core 

Explain  food  contamination 

Explain  bacterial  conditions 

Explain  food  preparation  and 
bacterial  growth 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ ▼ 


Specific 

State  common  human 
illnesses 

State  common  food  poisoning 
types 

Explain  Alberta  food- 
handling regulations 

Explain  food  labeling/ 
warnings 

Report  suspected  food 
spoilage 

2.  Maintain 
Personal 
Hygiene  to 
Industry 
Standards 

Core 

Present  self 

Maintain  professional 
appearance 

Remain  clean  shaven 

Maintain  dental  care 

Maintain  appropriate  make  up 

Maintain  clean  hand  care 

Shave/bathe  before  shift 

Maintain  sufficient  rest 

Refrain  from  scratching  body 

Wash  hands  regularly 

Cover  all  cuts/sores 

Smoke  in  designated  areas 
and  times 

Maintain  regular  physical 
checkups 

3.  Apply 

Sanitary 

Handling 

Procedures 

Core 

Explain  when  food  should  be 
discarded 

Demonstrate  clean  tableware 
handling 

Check  for  cracking,  chipping 

Demonstrate  used  tableware 
handling 

Ensure  fingers  do  not  touch 
food 

Demonstrate  use  of  linen/ 
table  mats 

Demonstrate  food  handling 
utensils 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ ▼ 


4.  Apply 

Sanitary 

Cleaning 

Procedures 

Core 

Specific 

Explain  service  area  routine 
cleaning 

Explain  cloth  sanitizing 
methods 

Explain  station  cleaning 
procedures 

Explain  use  of  linen 

5.  Apply 

Effective 

Food  Storage 
Procedures 

Core 

Explain  food  storage 
temperatures 

Explain  bacterial  temperature 
relationships 

Explain  basic  food  storage 

Explain  need  for  dating  re- 
usable food 

Explain  Public  Health  Act 
and  Alberta  food  regulations 

Demonstrate  food  rotation 
process 

Demonstrate  sense  detection 
for  food  spoilage 

6.  Practice 
Personal 

Safety 

Procedures 

Core 

Explain  appropriate  clothing 
for  safety 

State  employee  traffic 
procedures 

Explain  proper  lifting 
methods  and  weights 

List  basic  rules  for  personal 
safety 

Explain  appropriate  cleaning 
of  electrical  equipment 

Explain  hazards  to  personal 
safety 

7.  Apply  Fixe 
Safety 
Procedures 

Core 

List  possible  fire  hazard  areas 

State  classes  of  fire  and 
appropriate  extinguisher 

List  steps  taken  for  each  class 
of  fire 

Explain  general  evacuation 
procedures 

State  fire  emergency  number 

State  procedure  for  calling 

Fire  Department 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ ▼ 


8.  Apply  Basic 
Life  Saving 
Techniques 

Core 

Explain  symbols  of  medic 
alert,  etc. 

Explain  the  Good  Samaritan 

Act 

Explain  procedures  for 
epileptic  seizures,  insulin 
reactions 

Explain  legal  implications  of 
providing  assistance 

Demonstrate  rendering 
assistance 

Demonstrate  procedure  to 
alert  supervisor 

Demonstrate  calling  for 
medical  assistance 

Assist  attending  to  victim 

Maintain  calm 

Demonstrate  Heimlich 

manouvre 

Demonstrate  CPR  and  First 

Aid  skills 

111. 

Prepare 
for  Service 

1 . Identify 

Basic 

Tableware 

Specific 

Identify  flatware 

Identify  dishware 

Identify  glassware 

Explain  sanitary  handling  of 
tableware 

Demonstrate  tableware  for 
various  meal  settings 

2.  Perform 
Opening 

Duties 

Specific 

Demonstrate  operation  of 
electrical/gas  devices 

Demonstrate  specific 
cleaning  duties 

Check  condiments  and 
accompaniments 

Make  coffee 

Demonstrate  set-up  of  food 
items 

Fill  ice  bin 

Demonstrate  re-stocking 

Replenish  side  stand 

Identify  menu  item 
availability 

Identify  daily  special/soup 

Identify  section  side  duties 

3.  Maintain 
station 

Specific 

Determine  section  assigned 

Prepare  tables  and  chairs 

Prepare  table  settings 

Prepare  traffic  lanes 

Replenish  side  stand 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ ▼ 


Maintain  overall  cleanliness 
and  orderliness 

Perform  side  duties 

4.  Set  Tables 
for  American 
Service 

Specific 

Explain  general  placement  of 
cutlery  on  table 

Demonstrate  fork  setting 

Demonstrate  knife,  spoon 
settings 

Demonstrate  coffee  cup 
setting 

Demonstrate  waterglass 
setting 

Demonstrate  sideplate  setting 

Demonstrate  napkin  folding 
and  setting 

Demonstrate  wine  glass 
setting 

5.  Carry 
Tableware 
and  Product 

Specific 

Explain  sanitary  handling 
procedures 

Demonstrate  loading 
balanced  tray 

Demonstrate  appropriate 
lifting 

Demonstrate  carrying  tray 
(parallel  to  floor) 

Demonstrate  carrying  tray 
(no  dropping) 

Demonstrate  carrying  tray 
(scanning  eyes  forward) 

Demonstrate  serving  directly 
from  tray 

6.  Perform 
Closing 

Duties 

Specific 

Demonstrate  storage  of 
perishables 

Replenish  side  stand 

Clean  and  reset  tables 

Refill  condiments  and  clean 
containers 

Clean  equipment 

Turn  off  electrical  equipment 

Check  section  for  burning 
cigarettes 

Check  cooling,  freezing 
equipment 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ 


Secure  all  entrances 

Shut  off  appropriate  lights 

Demonstrate  appropriate 
cash  out 

Store  valuables 

Prepare  cash  reports,  waiter 
envelopes 

Sign  out 

Distribute  tips 

7.  Perform  Side 
Duties 

Specific 

Demonstrate  side  duties  for 
assigned  section 

IV. 

Apply  Selling 
and  Ordering 
Techniques 

1 . Identify 

Factors 

Which  Effect 
Cost/Profit 

Core 

Explain  fixed  versus  variable 
costs 

Identify  factors  affecting  food 
sales 

Explain  food  cost  percent- 
ages, labor  and  operating 
costs 

Identify  server  role  in  selling 

Explain  time/motion 
management 

2.  Demonstrate 
Knowledge 
of  Menu 

Specific 

Explain  menu  item 
complements,  accompanying 
wines,  etc. 

Demonstrate  product 
knowledge: 

Describe  menu  items 
attractively 

Demonstrate  menu 
terminology 

Describe  menu  item 
preparation 

Incorporate  suggestive  selling 

3.  Acknowl- 
edge/Greet 
Guest 

Core 

Specific 

Demonstrate  greeting  guest 

Demonstrate  good  first 
impressions 

Address  immediate  needs  of 
guest 

Serve  cocktails,  present  self 
for  ordering 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ 

X- 

y — 

▼ 

Inform  guests  of  any  delays 

Recognize  regular  customers 
by  name 


4.  Use  Menu  as 
a Sales  Tool 


Core 


Explain  role  of  menu  as 
“business  card” 

Explain  cost  versus  produc- 
tivity factors  in  menu 

Explain  menu  terminology 


Maintain  visual  integrity  of 
menu 


w ww 


Specific 


Demonstrate  menu  presenta- 
tion 

Demonstrate  selling  tech- 
niques 


5.  Apply 

Selling  Skills 


Core 

ww 

Specific 


Demonstrate  knowledge  of 
menu 

Explain  importance  of  daily 
special  sales 


Demonstrate  ease  with 
customer  ordering 

Encourage  “up  sell”  items 


w w w w w w w w 

Explain  daily  specials 

Demonstrate  description  of 
menu  items 

Demonstrate  item  recommen- 
dations 


WW WWW WWW 


6.  Take  Orders 


Core 


wwwwww 


Specific 


Demonstrate  clear  speaking 

Demonstrate  interactive 
listening 

Demonstrate  eye  contact  with 
guest 


ijr  "'W  "W  "W 


Repeat  individual  orders  back 
with  flair 

Demonstrate  suggestive 
selling  techniques 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ 

▼ 

▼ 

▼Z 

▼ 

▼ 

Repeat  all  orders  back 

Inform  guests  of  shortages 

Recall  guest  seating  positions 

Demonstrate  writing  of 
orders  in  sequence 


7.  Write  and 
Price  Guest 
Checks 


Core 


Specific 


Write  legibly 


Demonstrate  appropriate 
abbreviations 

Note  special  requests 

Demonstrate  appropriate 
error  voiding 

Demonstrate  updating 
checks  before  delivery 

Demonstrate  care  for 
guest  check 

Verify  distribution  of 
orders 


1.  Place  Orders 


Specific 


Demonstrate  cooperation 
with  kitchen  staff 

Order  food  clearly  and 
concisely 

Confirm  food  order  was 
received 

Demonstrate  effective  timing 
of  food  delivery 

Demonstrate  prompt  food 
ordering 

Express  clearly  special 
requests 

Demonstrate  recognition  of 
customer  wishes  regarding 
order  of  food  priority 


1 . Identify 
Major  Types 
of  Service 


Specific 


Explain  American  service 
Explain  English  service 
Explain  Russian  service 
Explain  French  service 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ 

▼Z 

▼ ▼ T 

▼ 

2.  Coordinate 
Timing  of 

Order 

Core 

Specific 

Provide  prompt  service 

Anticipate  needs  of  guests 

Combine  functions/minimize 
steps 

Serve  food  to  whole  party  at 
same  time 

Demonstrate  spacing 
between  courses 

Demonstrate  awareness  of 
guests’  time  frame 

W'W  w ▼ ▼ w 

3.  Prepare 
Standard 
Hot/Cold 
Beverages 

Core 

Specific 

Explain  prescribed  recipes 

Explain  spillage  control 
methods 

Assemble  tools  and  supplies 

Measure  ingredients 

Demonstrate  heating,  holding 
water 

Demonstrate  appropriate 
garnishes 

Demonstrate  correct  use  of 
table/glassware 

Demonstrate  use  of  under- 
liners 

Demonstrate  use  of  accesso- 
ries 

' " 

4.  Control 

Portion  Size 

Core 

Specific 

Explain  reasons  for  portion 
control 

'Zf  ''gp? 

List  utensils  used  for 
portioning 

Demonstrate  House  policy  on 
portioning 

iff yp  if  yf  yp  yp  if 

Report  portion  problems 
appropriately 

Demonstrate  carving  and 
fl  ambling 

Select  appropriate  portioning 
utensil 

f ffff 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ \y—  ▼ 


Demonstrate  appropriate 
water  serving  - amount  and 
times 

5.  Pick  Up  Food 
Orders 

Specific 

Demonstrate  pick  up  of 
correct  orders 

Demonstrate  recognition  of 
dinner  temperature  and 
appearance 

Check  substitutions  and 
special  requests 

Demonstrate  organized  pick 
up  of  orders  (by  seat  number) 

Demonstrate  condiment 
service,  check  completeness 

Check  availability  of 
necessary  utensils 

Demonstrate  responsibility 
for  completeness  or  order 

6.  Apply 
American 
Counter/ 

Booth  Service 

Specific 

Demonstrate  placing  food 
items 

Demonstrate  clearing  dishes 

Supply  utensils  where 
necessary 

Demonstrate  clearing 
unsoiled  silver  appropriately 

Demonstrate  flow  of  course 
presentation 

Serve  farthest  guest  first, 
opposing  hand 

7.  Apply 
American 
Table 

Service 

Core 

Specific 

v • v • 

Perform  additional  requests 
cheerfully 

Serve  food  from  left  with 
left  hand 

Serve  beverages  from  right 
with  right  hand 

Clear  from  right 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼"  — ▼ 


Serve  customers  in  correct 
order  and  completely 

Demonstrate  House  policy 
regarding  manual  or  tray 
delivery 

Supply  additional  utensils 

Serve  and  clear  food  quietly 

Coordinate  flow  of  courses 

Demonstrate  sanitary 
handling  procedures 

Demonstrate  “crumb”  or  tidy 
cover 

Check  with  guest  before 
clearing 

Clear  appropriately  before 
dessert 

Remove  dishes/cutlery 
according  to  House  policy 

8.  Ensure 

Guests  are 
Enjoying 

Meals 

Core 

W W 

Specific 

x m-  mg  - 1 s / 

Respond  promptly  to  guests 

XT  If  y tp’  Xf  w ▼ 

Check  with  guest  about  meal, 
troubleshoot  and  suggestive 
selling 

Demonstrate  periodic 
inspection  of  table 

Demonstrate  periodic  contact 
with  guests 

Attend  all  tables  equally 

Follow  up  on  beverages 

Provide  cheerful  and 
courteous  service 

▼▼▼▼▼▼▼▼ 

9.  Present 

Guest  Check 

Specific 

Demonstrate  appropriate 
timing  for  totaling  check 

Demonstrate  no  delay  in 
presenting  check 

Demonstrate  appropriate 
presentation  of  check 

Determine  host  or  payee 

Present  check  appropriately 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ ,y 


Remove  check  with  payment 
appropriately 

Demonstrate  presentation  of 
change 

Maintain  monitoring  of 
guests’  needs 

Demonstrate  farewell  to 
guest 

Assist  guest  where  necessary 

VI. 

Serve 

Alcohol 

1 . Explain 
Provincial 
Liquor 
Regulations 

Core 

Explain  major  licence 
categories 

Explain  regulations  re: 
minors 

Explain  regulations  re: 
liquor  advertising 

Explain  role  of  liquor 
inspector 

Identify  acceptable  forms  for 
proof-of-age  identification 

2.  Identify 
Alcoholic 
Beverage 
Classifica- 
tions 

Specific 

Identify  three  classifications 
of  wine 

Identify  four  major  categories 
of  wine 

List  the  major  wine  produc- 
ing countries 

Explain  number  system  in 
wine  description 

Explain  champagne  terms 

Define  beer 

Identify  three  major  catego- 
ries of  beer 

Define  distilled  spirits 

Identify  five  major  types  of 
distilled  spirits 

Define  liqueur 

Identify  four  major  categories 
of  liqueur 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ \y—  y 


List  10  most  popular  liqueurs 
and  their  flavours 

3.  Apply 

Selling 

Techniques 

Core 

Identify  benefits  of  selling 

Describe  basics  of  selling 

Demonstrate  selling  skills 

4.  Explain 
Traditional 
Drinking 
Customs 

Specific 

Define  aperitif  and  its  purpose 

Identify  various  aperitifs 

Identify  main  purpose  for 
drinking  with  a meal 

Identify  appropriate  alcoholic 
beverage  for  meal 

Explain  rules  for 
recommending  wine 

Identify  purpose  of  after- 
dinner  drink 

Identify  appropriate  after- 
dinner  drinks 

5.  Identify 
Glassware 

Specific 

Identify  common  types  of 
glassware 

6.  Interpret 

Liquor  Menu 

Specific 

Explain  reasons  for  know- 
ledge of  liquor  menu 

Identify  four  major  categories 
of  drinks  with  examples  and 
basic  preparation 

7.  Interpret 

Wine  Menu 

Specific 

Explain  reasons  for  knowl- 
edge of  wine  menu 

Explain  procedure  for 
reading  wine  label 

8.  Take  a Drink 
Order 

Specific 

Explain  procedure  for  taking 
a drink  order 

Demonstrate  procedure  for 
taking  a drink  order 

Demonstrate  basic  procedure 
for  writing  a guest  check, 
ordering  drinks,  etc. 

9.  Serve 

Alcoholic 

Beverages 

Specific 

Explain  procedure  for 
serving  alcoholic  beverages 

Demonstrate  procedure  for 
serving  alcoholic  beverages 

Demonstrate  correct 
handling  of  drinks 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

T ▼ ▼ ▼ ▼ ▼ 


10.  Present  and 
Serve  Wine 

Specific 

Explain  correct  wine  storage 

Explain  correct  serving 
temperatures 

Demonstrate  correct 
procedure  for  presenting 
wine 

Demonstrate  correct 
procedure  for  serving  wine 

VII. 

Demon- 

strate 

Cashier 

Skills 

1.  Explain 

House  Policy 
(re:  Guest 
Cheques  ) 

Core 

Specific 

Explain  personal  cheque 
policy 

Explain  credit  card  policy 

Explain  steps  when  guest 
reports  missing  wallet 

Explain  steps  to  deal  with 
dispute  over  change 

Demonstrate  collection  and 
processing  of  guest  checks 

2.  Operate  a 

Cash 

Register 

Specific 

Operate  mechanical  cash 
register 

Operate  computerized  cash 
register 

Demonstrate  keying 
procedures 

Demonstrate  voiding 
procedures 

Demonstrate  authorization 
for  voids 

Demonstrate  re -ringing 
transactions 

Demonstrate  correction  of 

errors 

Demonstrate  managing 
averages/shortages 

3.  Open  a Cash 
Register 

Specific 

Demonstrate  “reading” 
register 

Check  receipts  tapes 

Check  proper  date 

Demonstrate  replacing  tape 
procedures 

Demonstrate  key  activation 
of  register 

Enter  ID  number 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ ▼ 


4.  Demonstrate 
Ability  to 

Use  a Cash 
Float 

Specific 

Explain  necessity  of  having  a 
correct  float 

Obtain  appropriate  cash 

Count  cash  for  accuracy 

Organize  bills  in  drawer 

Organize  coins  in  drawer 

Demonstrate  efficiency  with 
money 

5.  Apply 
Procedures 
for  Receiv- 
ing Cash 
Payments 

Specific 

Accept  guest  check  and 
money 

State  amount  of  check  with 
eye  contact 

State  denomination  of  bills 
given  to  you 

Place  money  on  cash  register 
plate 

Place  check  in  register,  ring 
in  amount 

Check  correct  amount  rung  in 

Demonstrate  appropriate 
counting  of  change 

Demonstrate  appropriate 
returning  of  change 

Demonstrate  thanks  to  guest 

Appropriately  place  money 
tendered  in  drawer 

Close  drawer 

Place  complete  guest  check  in 
proper  place 

Complete  transactions 
sequentially 

6.  Apply 
Procedures 
for  Receiving 
Credit 
Payments 

Specific 

Accept  guest  check  and 
credit  card 

Check  card  expiry  date 

Demonstrate  use  of  card 
embosser 

Check  information  printed  on 
slip 

Fill  in  charge  slip 
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Major 

Skills 

Enabling 

Skills 

Level 

Knowledge  Tasks 

Performance  Tasks 

Attitudinal  Tasks 

▼ ▼ ▼ ▼ ▼ ▼ 


Receive  authorization  where 
necessary 

Process  charge  slip  on  cash 
register 

Return  slip  for  signature 

Check  card  on  cancelled  lists 

Check  signatures 

Return  guest  charge  slip  and 
card 

Demonstrate  thanks  to  guest 

Staple  merchant  copy  to 
check 

Return  hardcopy  to  appropri- 
ate place  (cash  register) 

7.  Apply 
Procedures 
for  Receiving 
Payments  by 
Cheque 

Specific 

Accept  guest  check  and 
cheque 

State  amount  of  check  with 
eye  contact 

Study  cheque  for  errors  or 
omissions 

Check  identification  and  note 
details  on  reverse  of  cheque 

Process  guest  check  in 
register 

Stamp  cheque  “deposit  only” 

Demonstrate  thanks  to  guest 

8.  Close  a Cash 
Register 

Specific 

Complete  register  reading  for 
cash  period 

Remove  cash  drawer 

Count  float 

Count  cash  receipts,  fill  out 
cash  deposit  slip 

Roll  coins  if  necessary 

Subtract  voids  if  necessary 

Determine  and  report 
averages  or  shortages 

Leave  empty  cash  drawer 
open 
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Food/Beverage  Server 

SKILL  PROFILE  CHART 


Skill  Profile  Chart 


I 


Explain  House  Policy 
and  Regulations 


Demonstrate  General 
Policy  Knowledge 


Co-operate  with 
All  Staff 


7 


Identify  Employer 
Responsibilities 


Respond  to  Special 
W Needs  of  Guests 


7 


l 


Create  Good 
First  Impression 


7 


Deal  with  Difficult  and 
Unusual  Situations 


Maintain  Professional 
Attitude 


II 


Maintain  Sanitation 
and  Safety  Procedures 


▼ 


yUr  Explain  Food  Poisoning/  1 
W Spoilage 

By  Maintain  Personal 

mW  Hygiene  to  Industry 

W Standards 

Bw  Apply  Sanitary 

W Handling  Procedures 

Ey  Apply  Sanitary 

W Cleaning  Procedures 

ly  Apply  Effective  Food 

W Storage  Procedures 

Practice  Personal 

W Safety  Procedures 

Kr  Apply  Fire  Safety 

W Procedures 

Apply  Basic  Life 

W Saving  Technique 

III 


Prepare  For  Service 


T 


Maintain  Station 

Set  Tables  for 

W American  Service 

iy  Carry  Tableware 

W and  Product 

Perform  Closing  Duties 

Er  Perform  Side  Duties 

IV 


Apply  Selling  and 
Ordering  Techniques 


K W Identify  Factors  Which 

W Effect  Cost/Profit 

Ey  Demonstrate 
y Knowledge  Of  Menu 

Bw  Acknowledge/Greet 

W Guest 

wW  Use  Menu  as 

W a Sales  Tool 

Apply  Selling  Skills 

Take  Orders  | 

mm  Write  and  Price 

W Guest  Checks 

Place  Orders  | 

od/Beverage  Server 


Co-ordinate  Timing 
of  Order 


Apply  American 
W Counter/Booth  Service 


l 


Prepare  Standard  Hot/ 
Cold  Beverages 


l 


Apply  American 
Table  Service 


l 


Control  Portion  Size 


1^ Ensure  Guests  are 
W Enjoying  Their  Meal 


VI 


Serve  Alcohol 


▼ 


Explain  Provincial 

W Liquor  Regulations 

Identify  Alcoholic 

W Beverage  Classifications 

B7  APP>y 

W Selling  Techniques 

mW  Explain  Traditional 

W Drinking  Customs 

"*■  " ' ' ' 

Pw"“" 

P'“~ 

|| W Take  a Drink  Order 

Eggy  Serve  Alcoholic 

yUf  Present  and 

W Beverages 

W Serve  Wine 

VII 


Demonstrate  Cashier  Skills 

T — 


l 


Explain  House  Policy 
(Re:  Guest  Checks) 


i 


Apply  Procedures 

for  Receiving  Cash 
Payments 


|pfF Operate  Cash  Register 

Open  a Cash  Register 

Demonstrate  Ability  to 

W Use  a Cash  Float 

jfgy  Apply  Procedures 

1 W for  Receiving  Credit 

W Card  Payments 

Eur  Apply  Procedures  for 

■F  Receiving  Payments  by 

W Cheque 

Close  a Cash  Register 
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